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ABSTRACT

The objective of this independent study is to study tourist satisfaction towards
services of guest houses in Pai District, Mae Hong Son Province. The data is collected from the
questionnaires completed by 400 travelers: 200 Thais and 200 foreigners. The data is collected by
random sampling and analyzed by descriptive statistics consisting of frequency, percentage and
mean.

The study finds that the majority of tourists are female aged between 20 - 29 years
old with Bachelor Degree level and they are single. They are employees and earn 20,001 - 30,000
baht per month. They like traveling as a group of 2 — 8 persons. The reason for coming to this
place is to sightseeing and relaxing. They are first-time travelers and come by bus. Most of them
do not know about their selected guest houses. They never stay at those places before and do not
make reservation. They generally select ABODAY A guest house and choose room rated between
301 - 500 baht. They stay there for one to three nights and know the information of the guest
houses by random selection. They do not plan in advance. Their travel mates also help them make
decision. The economy plays an important part in their selection.

The satisfaction in service marketing mix of guest houses are rated at the high level in
five factors respectively: location, guest house staff’s service, promotion, price and service

process. There are two factors that are moderately rated: physical evidence and facilities. The



respondents rate water heater as the most satisfying. The next ones are rent car and restaurant. For
price, the room price is the most satisfying. The next one is the paying for all the service charges
when checking out and the clarity of how the room price is shown. For location, the most
satisfaction is the closeness to natural site, city, shopping places as well as souvenir shops as
follow. For promotion, the most satisfaction factors go to the extension of the checkout time and
the customers’ flight schedule. The next factors are the activities involving contribution to the
society, environment, culture of the community as well as the advertisement in the internet and
the information gained from the acquaintance. For guest house staff’s service, the respondents
prefer the staff with politeness, cheerfulness and friendliness. The next one is the security system
and the staff who are responsible and trustworthy. For physical evidence, room decoration is the
most satisfying and the next one includes the cleanliness and size of the room. For service, the
fast and accurate check in and check out services are the most satisfying factor and the fastness

and accuracy of the given information and problem solving are the next.



